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Abstract 
 
 
The study of how and why individuals, groups, and organizations use information systems is 
motivated by the simple fact that information systems must be used to have effects. Over several 
decades, this topic has become the largest single body of research in the Information Systems field. 
Just like any large body of work, research on information systems use has generated a wealth of 
theoretical and practical insights. We have no doubt that such work will continue very successfully. 
However, another characteristic of large, mature fields is that they sometimes take on paradigmatic 
blinkers that lead them to focus on some issues minutely while missing other, potentially important 
issues. In this chapter, we describe a program of research that we have been undertaking that is 
motivated by our belief in the need to move from studying ‘use’ to ‘effective use.’ We describe what 
led us to undertake this work, provide a snapshot of others’ efforts to do so, and illustrate the tentative 
steps we have been taking in our ongoing work. We hope this chapter will prove useful for 
researchers who wish to learn about this new area of work and even entice some to join in the journey. 
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1. Introduction  
For some years, my colleagues and I have been on a journey to move from studying the use of 
information systems, to their effective use.  This chapter has given us a chance to look upon the 
research more reflectively.  While we believe we are on the right path, we are in the early stages of 
our journey and our steps have been slow and sometimes tentative.  In this chapter, we describe the 
background to our journey and the steps we have been taking.  We hope this chapter can interest other 
researchers in this program of work and hopefully even entice some to join the journey with us.   
2. From Use to Effective Use  
Our research on effective use stemmed from the prior work of one of us on system use (Burton-Jones 
2005).  That work was motivated by the fact that system use was the most researched concept in the 
IS field but it needed to be studied in new ways.  Specifically, when I (Burton-Jones) spent much of 
2001-2003 reviewing that literature, I found vast differences in how researchers defined, viewed, and 
measured system use.  Also, I found that researchers typically conceptualized and measured it in what 
I called a ‘lean’ way, e.g., just measuring use versus non-use, or extent of use (Burton-Jones and 
Straub 2006).  In my view, such research was explaining a phenomenon of questionable relevance.  
After all, many systems should not be used, should be used less, or should be worked around (Gasser 
1986; Lucas and Spitler 1999).  I felt that the key issue in practice was how actors achieve their goals, 
and the key issue for researchers was to understand how systems should be used (or not) to achieve 
them.  This would mean, for researchers studying system use, that they should focus on the aspects of 
use that are relevant in a context and only then turn to building theories to explain that type of use.2   
The prior work on system usage informed our work on effective use in three main ways.  
First, the prior work suggested that because systems can be used in so many ways, and researchers can 
study use in so many ways, researchers should try to identify subtypes that matter in specific contexts 
(Burton-Jones and Straub 2006).  From this perspective, effective use is just one subtype of use.  In 
our view, it is simply the most important subtype.  After all, if we agree that information systems are 
designed and implemented to facilitate desired goals, and if we agree that the impacts of systems 
                                                            
2 I did not realize then that I was making my own questionable assumptions.  I later realized there are contexts 
in which use versus non-use (and greater/lesser use) matter.  For instance, online vendors are interested in 
getting users to use their websites, and use them for longer, because it means more advertising exposure.   
3 
 
depend on how they are used (DeSanctis and Poole 1994; Zuboff 1988), then the key question is how 
the systems should be used to achieve the desired goals.  In this light, effective use is the lynchpin 
through which an information system achieves its potential.  It is surprising, therefore, that Burton-
Jones and Grange (2013) found that only a handful of studies had examined effective use in detail.     
Second, the prior work suggested that all types of system use involve three elements:  users, 
systems, and tasks.  As Burton-Jones and Grange (2013 p. 633) wrote: “We define effective use as 
using a system in a way that helps attain the goals for using the system. Our definition is adapted 
from Burton-Jones and Straub (2006), who defined system use in terms of a user, system, and task, 
and defined a task as a “goal-directed activity” (p. 231). To move from use to effective use, we simply 
shifted the emphasis from using the system to perform a goal-directed activity to using it in a way that 
helps attain the relevant goal.”  We adopt the same definition.  We also note its scale.  Specifically, 
we assume that values of effective use range from completely ineffective to completely effective.  
Ineffective just means ‘not’ effective.  It reflects a negative outcome in that it reflects an opportunity 
cost of time/effort, but it does not capture degrees of negativity. A different construct, such as 
destructive use, negligent use, or maladaptive use would be needed to capture such constructs (Caplan 
2006; Skibell 2003).  Meanwhile, complete effectiveness is likely to be unknowable and dynamic 
because any system (information system or work system) has emergent properties (Truex et al. 1999).  
Achieving maximum effectiveness presumably requires leveraging or even creating such properties.               
Third, the prior work suggested the need to tailor conceptualizations of effective use to the 
context studied.  In particular, we can distinguish between the ontological context (the real-world 
context the researcher wishes to study, such as a specific organization with its specific users, systems, 
and tasks), and the epistemological context (the knowledge about the world that a researcher wishes to 
gain, such as the relationship between effective use and performance, or instead its relationship with 
some other factor).  An assumption of our research program is that depending on the ontological and 
epistemological context, effective use may be quite different and may be studied quite differently.      
3. A Program of Research:  A Map and First Steps   
Using the ideas in the prior section as a starting point, my colleagues and I began a program of 
research on effective use about a decade ago.  Figure 1 shows a diagram that one of us used to 
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structure our thinking in the area (Burton-Jones 2012).  The figure shows three domains:   
 Philosophical domain:  Our work is informed by and hopes to inform views on the nature of 
information systems.  That is, we are not interested in the effective use of just any artifact; we 
want to contribute IS-specific insights and to contribute back to our understanding of 
information systems.  We have been testing this approach using ‘Representation Theory’ (RT) 
as a guiding lens (Weber 1997; Weber 2003), and we will try other lenses over time.      
 Specific research domain:  We wish to learn how theories or views on information systems 
(such as RT) might help us think about effective use (Burton-Jones and Grange 2013).  
Likewise, we believe an ideal way to reach a deeper understanding of information systems is 
to understand what it takes to use them effectively (Winograd and Flores 1986 p. 137). 
 Real-world domain:  We are interested in IT-led transformations.  This is because we wish 
to inform ongoing real-world concerns (Agarwal and Lucas 2005).  We also expect we will 
learn unexpected insights from these domains that we can use to update our thinking.  
The triangle on the right of the figure shows the amount of time we aspire to spend on each 
domain, i.e., more time in the field, a middling amount of time reading and writing studies on our 
topic of interest, and less time on philosophical concerns.  Meanwhile, the arrows show how the work 
in each domain interrelates.  For instance, we have been studying what RT implies for effective use 
(Burton-Jones and Grange 2013) and meanwhile conducting a grounded theory study of effective use 
in community care to learn what insights we can gain from the field (Burton-Jones and Volkoff 2016). 
 
 
 
 
 
 
 
 
 
 
          
 
 
 
Figure 1:  A Map to Guide a Research Program on Effective Use 
 
What is a good way of thinking about 
information systems? 
‐ e.g., Representation Theory (RT) 
What is a good way of thinking about 
effective use? 
‐ e.g., Implications of RT 
What are the implications for IT‐led 
transformations? 
‐ e.g., Implications for health, 
business  intelligence, disasters 
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To illustrate the approach we are following, we briefly describe the first published study in our 
program: Burton-Jones and Grange (2013).  They explained (p. 650) how they derived a theory of 
effective use by drawing on several premises of RT:  
- The premise that an information system serves to provide users with representations of a real-
world domain through a surface structure (interface) and physical structure (machine).  They 
drew on this idea to propose that one dimension of effective use is ‘transparent interaction,’ 
defined as “the extent to which a user is accessing the system’s representations unimpeded by 
the system’s surface and physical structures” (p. 654). 
- The premise that users desire faithful representations of the domain represented by an 
information system.  They drew on this idea to propose that a second dimension of effective 
use is ‘representational fidelity,’ defined as “the extent to which a user is obtaining 
representations that faithfully reflect the domain that the systems represents” (p. 654).   
- The premise that faithful representations of a domain are desired because they enable users to 
take actions, and more faithful representations provide a better basis for action than unfaithful 
ones do.  They drew on this idea to propose that a third dimension of effective use is 
‘informed action,’ defined as “the extent to which a user acts on faithful representations that 
he or she obtains from the system to improve his or her state in the domain” (p. 654).  
Although we focus this chapter on our ongoing work, and how it builds on or extends Burton-
Jones and Grange (2013), many other researchers are taking steps on this journey too.  To get a sense 
for this work, we used Google Scholar to search for studies that cited Burton-Jones and Grange (2013) 
until June 2016.  We found 89.  We then reviewed each paper to find the subset that we felt 
contributed to research on effective use; we found 25.  We then categorized them into those that 
contributed insights regarding the nature of effective use, causes or enablers, consequences, or 
moderators.  Table 1 shows our categorization.  Even though many of these studies are preliminary 
(e.g., theses and conference papers), a vibrant body of work is emerging.  We do not have the space 
here to give justice to these papers, but we hope Table 1 can provide readers with a launching point 
from which to learn more about how researchers are taking steps towards understanding effective use.   
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Table 1:  Recent Studies on Effective Use 
Aspect of Effective Use   Relevant References 
Nature of effective use (routinization, 
infusion, extended use, intensity and extent 
of use, interaction transparency, 
representational fidelity, informed decision)  
(Grublješič and Jaklič 2014; Grublješič and Jaklič 2015; Haake 
et al. 2015; Huber and Dibbern 2014; Kretzer et al. 2015; 
Liang et al. 2015; Sarkar 2014; Serrano and Karahanna 2016; 
Sorgenfrei et al. 2014; Stein et al. 2014; Trieu 2013; Zou et al. 
2014) 
Causes or enablers of effective use (e.g., user 
adaptation, management support, training, 
usability, organizational capabilities or 
culture, tensions/frictions) 
(Anand et al. 2014; Esposito 2015; Grublješič and Jaklič 2014; 
Grublješič and Jaklič 2015; Haake et al. 2015; Huber and 
Dibbern 2014; Kettinger et al. 2013; Kretzer et al. 2015; 
Lauterbach et al. 2014; Liang et al. 2015; Odusanya et al. 
2015; Park et al. 2015; Pearce 2014; Stein et al. 2014; Trieu 
2013; Venkatachalam 2015; Weber et al. 2015; Weeger et al. 
2014; Zou et al. 2014) 
Consequences of effective use (e.g., firm 
performance, decision‐making performance, 
work effectiveness/ efficiency/ engagement) 
(Anand et al. 2014; Huber and Dibbern 2014; Pearce 2014; 
Sarkar 2014; Serrano and Karahanna 2016; Trieu 2013; 
Venkatachalam 2015; Zou et al. 2014) 
Moderators of effective use (innovation 
climate, recommendation faithfulness, 
routine reconfiguration, learning styles) 
(Anand et al. 2014; Haake et al. 2015; Kretzer et al. 2015; 
Liang et al. 2015; Park et al. 2015) 
 
4. Our Research in Progress 
In this section, we briefly discuss our current research projects and how they have enacted the 
research approach in Figure 1.  Table 2 provides a summary.  As the table shows, we have either been 
working down from RT, working up from the field, or both.  When we have worked up from the field, 
we have been able to generate new inductive insights not covered by RT.  In these instances, we have 
also been turning to other alternative theories to help shed more light on our inductive findings.            
 
Table 2:  Summary of Current Research in Progress 
  Effective use of 
electronic health 
records in 
community care 
Effective use of 
business 
intelligence systems 
in universities  
Effective use of 
broadcast social 
media tools in 
disasters 
Effective use of 
reporting systems 
in clinical 
networks 
Deduction from RT   NA (Grounded theory 
study) 
Representational 
fidelity is a key 
dimension of 
effective use 
Transparent 
interaction and  
representational 
fidelity are key 
dimensions of 
effective use 
Representational 
fidelity and 
informed action 
are key dimensions 
of effective use 
Inductive insight 
from fieldwork 
Effective use involves 
reflection‐in‐action.  
Reflection‐in‐action 
acts like a valve, 
setting appropriate 
levels of accuracy 
and consistency  
Effective use 
involves not just 
representing 
reality but 
presenting a 
desirable but still 
justifiable image 
Effective use 
involves conveying 
messages that 
contain emotion 
and human 
elements, not just 
‘the facts’  
Effective use 
involves not just 
representational 
fidelity but also 
requires “truce 
frames” to guide 
informed action 
Alternative theory 
that help with 
Reflection‐in‐action 
and practice 
Presentation 
theory (Goffman 
Theories of emotion 
and communication 
Frames and 
framing theory 
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understanding 
field‐based insight 
perspectives (Schon 
1983; Yanow and 
Tsoukas 2009) 
1959)  (Berger and 
Milkman 2012; 
Heilman 1997; 
Reisenzein 1994) 
(Burke 1937; 
Davidson 2006) 
 
4.1  Case study 1:  Effective use of electronic health records in community care  
One of our projects (Burton-Jones and Volkoff 2016) involves studying the effective use of electronic 
health records (EHRs) in community care.  This is a very relevant context in practice in which to 
study effective use because the US Government offers funds to healthcare providers who can show 
they use their EHR systems meaningfully, where ‘meaningful’ and ‘effective’ are defined similarly 
(Blumenthal 2011).  Thus, healthcare providers are interested in what effective use involves.     
Rather than starting from RT’s premises, Burton-Jones and Volkoff used grounded theory 
methods (GTM) (Glaser and Strauss 1967).  To learn what dimensions of effective use were relevant, 
Burton-Jones and Volkoff took an affordance lens (Gibson 1979), asking groups of users in a 
particular Canadian health authority how they used their EHR system to accomplish their tasks and 
what distinguished between more and less effective use.  Across different users and different 
affordances, users described effective use in similar ways.  From users’ descriptions, Burton-Jones 
and Volkoff induced three dimensions of effective use: accuracy (i.e., how well information in or 
derived from the EHR reflects the reality it was designed to reflect) (CIHI 2009 p. 6), consistency 
(i.e., variation among instances of use of a given type) (CIHI 2009 p. 41), and reflection-in-action 
(i.e., a practice-based rationale driving the user’s actions).  Of these dimensions, only the first was 
discussed (in terms of representational fidelity) by Burton-Jones and Grange (2013).   
Burton-Jones and Volkoff found that reflection-in-action was perhaps the most important 
dimension of effective use in that it acted like a valve determining the appropriate levels of accuracy 
and consistency in users’ work settings.  RT is not well-suited to providing insights on reflection-in-
action because it does not consider users or their work settings (Wand and Weber 1990 p. 1282; 1995 
p. 205).  Thus, Burton-Jones and Volkoff turned to other theories for insights, particularly the 
literature on reflection-in-action (Boud 2010; Schon 1983; Yanow and Tsoukas 2009).  As in Figure 
1, we can then ask if these practice-based insights may allow us to reach a deeper understanding of the 
nature of information systems.  For instance, it may be that RT is unable to provide a sufficient 
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perspective on information systems and that other theories are required, e.g., combining 
representation- and practice-based insights.  Some studies  have taken this approach in the past (e.g., 
Zuboff 1988), offering an opportunity to extend such ideas further in the future (Burton-Jones 2014).   
4.2  Case study 2:  Effective use of business intelligence systems in universities   
In a second case study, we have been examining transformations occurring close to home.  
Specifically, many university executives have been turning to business intelligence (BI) systems to 
help them understand, improve, and report on their performance (Goldstein 2005), a trend that is 
accelerating with the rise of influential and controversial assessment regimes (Hicks 2012; Nica 
2014).  This is an interesting context in which to study effective use, and reach a deeper understanding 
of information systems, because a core assumption of BI systems is that they offer a ‘single-source of 
truth’ (Watson and Wixom 2007).  Such an assumption may not be tenable in an academic setting 
because much academic research is a social construction (Pinch and Bijker 1984) (adding complexity 
to the notion of ‘truth’) and academics and administrators can shape how they present their research to 
others (Bonnell 2016; Stein et al. 2013) (adding complexity to the notion of a ‘single source’ of truth).   
Motivated by the practical importance of effective use in this context, we conducted a case 
study of the effective use of a BI system in an Australian university (Trieu and Burton-Jones 2016).  
The Australian Government requires Australian universities to report their research performance to 
the Federal Government.  Given the political context in which these assessments are produced and 
used, each university clearly wishes to present its performance in the best light possible.  Working 
down the triangle in Figure 1, we began with Burton-Jones and Grange’s (2013) deduction from RT 
that a key dimension of effective use is representational fidelity.  Meanwhile, working up the triangle, 
we asked if representational fidelity would still be relevant, and if so, how, in the university 
assessment context.   
The university we studied had developed a BI system for identifying, categorizing, and 
reporting on research outputs.  Through interviews with users of the BI system, and subsequent 
qualitative coding of the data, we obtained mixed views on the importance of representational fidelity.  
On the one hand, we learned that representing performance faithfully was important, consistent with 
the academics’ traditional moral of respect for truth.  On the other hand, we also learned how the 
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representation fidelity of a system can depend heavily on the perceptions and practices of those using 
the system, and it can be perceived differently by people, e.g., due to interpreting research and/or 
research categories differently (Boyd and Crawford 2012; Snowden and Boone 2007).  Because RT 
does not consider the user context, it is unable to provide insights into the latter findings.  We 
therefore turned to another theory—presentation theory (Goffman 1959)–for insights.   
Through analysis of our data, we ultimately concluded that stakeholders’ main goal was not to 
faithfully represent their performance, as RT would predict, but nor was it to misrepresent it.  Rather, 
effective use involved faithfully representing a story about their performance that would both remain 
faithful to their actual performance and impress key stakeholders.  This conclusion offers a way to 
contribute back to our understanding of information systems.  Rather than seeing an information 
system as an artifact for representing reality, as RT suggests, or simply as a method for impression 
management, as a presentation perspective might suggest, our study sees the information system as a 
fused product of the two—the information system provides a faithful representation of a presentation 
(a story) and equally provides a representation of a faithful representation (a story about their true 
performance).  To our knowledge, the literatures on RT (e.g., Wand and Weber 1995, Weber 1997, 
Burton-Jones and Grange 2013) and presentation theory (e.g., da Cunha 2013; Hee-Woong et al. 
2012; Leonardi and Treem 2012; Meng and Agarwal 2007) have not been combined to date, offering 
an opportunity for future research.   
4.3  Case study 3:  Effective use of broadcast social media tools in disasters   
A very different context in which the effective use of information systems is increasingly important is 
the use of social media in disasters, such as the use of Twitter to communicate during and about 
floods, wildfires, and terrorism.  In such contexts, social media can cause negative impacts if used 
ineffectively (e.g., arousing panic) (Abdullah et al. 2015), but it can equally bring about positive 
impacts if used effectively (e.g., minimizing impacts and supporting recovery) (Chan 2014).  To 
understand effective use in this context, we followed a dual-strategy of making deductions from RT 
while also analyzing social media (in particular, Twitter) data from three disasters (Oklahoma 
tornado, 2013; Boston Marathon Bombing, 2013; and New South Wales Bushfires, 2013).  
Given citizens’ need for an accurate understanding of the current state of a disaster, we 
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initially took the importance of representational fidelity as given and focused on how to increase it.  In 
particular, we focused on the deduction from RT that transparent interaction facilitates 
representational fidelity (Burton-Jones and Grange 2013).  This led us to ask what might, in turn, 
facilitate transparent interaction.  One feature of social media tools that could help we call 
convenience for evidencing, i.e., a tool’s ability to allow a message sender to easily find and include 
evidence in a message.  We predicted that messages sent from tools with greater convenience for 
evidencing would show higher levels of representational fidelity. To test this prediction, we compared 
messages sent during the three disasters from desktops with those sent from mobile devices and found 
that compared to messages sent from mobile devices, messages sent from desktops are more likely to 
include evidence (e.g., pictures, videos, or external URLs), which can help faithfully reflect the state 
of a disaster (Liu et al. 2016).  In line with our prediction, we concluded that this was because it is 
easier for message senders to search for and attach evidence about real-world situations in a message 
on desktops.  When people use social media apps on mobile devices (Perreault and Ruths 2011), they 
have to switch to other apps (i.e., browser or search engine) to search for evidence, and due to the 
smaller font and keyboard size, they must exert more effort to adjust the selection to copy and paste 
the evidence (Chen et al. 2014).3  
While this finding supported our prediction, our exploration of the data led us to additional 
insights.  Specifically, when we viewed messages on Twitter in the three disasters, we noticed that 
many messages (tweets) were retransmitted messages (retweets).  Therefore, one way for disaster 
managers to think about effective use is the extent to which they can tailor their messages to enhance 
the likelihood that their messages will be retransmitted, because this will get the information out 
faster to a larger audience (Liu et al. 2016).  What might RT imply for how messages should be 
tailored?  The concept of representational fidelity would suggest that the most desirable messages 
would be those that provide a window on reality.  In the communications field, the window metaphor 
is associated with newswriting that focuses on ‘the facts’ (Bird and Dardenne 1990 p. 33).  However, 
                                                            
3 To clarify this point, we note that it is easier to obtain direct evidence about a situation (e.g., take photos) using 
mobile devices.  However, in an online environment, one’s own evidence is just a subset of all the information 
already online, and it is easier to select from and include such evidence in a message using the surface structure 
(interface) and physical structure (mouse and keyboard) of a desktop application.   
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communication researchers have long debated whether agencies should focus their messages on the 
facts alone (e.g., communicating dry, official messages) or instead imbue their messages with 
emotions and human elements (Bird and Dardenne 1990; Cross and Ma 2015; Pewitt-Jones 2014).  
Based on our analysis of our data and theories of emotion (Berger and Milkman 2012; Heilman 1997; 
Reisenzein 1994), we would argue that if disaster managers want their messages to be retweeted, they 
should take the latter approach and convey emotion and human elements (e.g., stories and pictures of 
individuals) in their messages rather than, just simply, the facts.  Given that RT does not offer any 
insights into human emotions, a lesson from this research has been that we may need to infuse our 
understanding of effective use, and information systems in general, with an understanding of emotion.    
4.4  Case study 4:  Effective use of reporting systems in clinical networks  
In our final case study, we have been studying ways to manage the rising tide of chronic disease.  One 
approach used in several nations to tackle chronic disease is to establish clinical networks, which are 
networks of clinicians employed across diverse organizations who can benefit from information 
sharing and goal-setting (Cunningham et al. 2012; Greene et al. 2009).  One of our projects involves 
studying the effective use of reporting systems in such networks.  In the network we are studying, a 
major function of the network is to agree on performance indicators and to use a clinical reporting 
system to report on them across the network and make decisions accordingly.     
In this study, we focused on two dimensions of effective use that Burton-Jones and Grange 
(2013) deduced from RT: the notion that effective use involves taking informed action on the basis of 
information from the system, and the notion that representational fidelity enables informed action.  In 
addition to these deductions, we also carried out fieldwork in a particular clinical network.  During the 
fieldwork, it became clear to us that clinical administrators and practitioners did not view the reports 
in a denotational fashion (simply interpreting the numbers ‘as is’).  Rather, as in other prior studies 
(e.g., Boland 1991), they applied social and cognitive processes to inform their interpretation and use 
of the information.  We concluded, therefore, that an adequate theory of effective use in this context 
must account for such social and cognitive processes.  Given that RT explicitly excludes such social 
and cognitive processes (Wand and Weber 1990 p. 1282; Wand and Weber 1995 p. 205), we looked 
elsewhere for insights.     
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We found theories of frames/framing (Davidson, 2006) to be helpful.  The concept of a 
technological frame of reference (TFR) refers to “a subset of members’ organizational frames that 
concern the assumptions, expectations, and knowledge they use to understand technology in 
organizations.  This includes not only the nature and role of the technology itself, but the specific 
conditions, applications, and consequences of that technology in particular contexts” (Orlikowski and 
Gash 1994 p. 178).  The concept of a TFR implies that the users of a system develop a frame of 
reference that shapes their “perceptions of and actions towards” it (Gal and Berente 2008 p. 135).   
Can theories of frames be reconciled with RT?  Partially, we believe it is possible to 
incorporate the concept of frames into RT through Strong and Volkoff’s (2010) notion of ‘latent 
structures’ (which complement Wand and Weber’s 1995 original conceptualization of surface, deep, 
and physical structures).  Specifically, one could argue that users’ frames are embedded into both the 
deep and latent structure of a system.  However, to account for frames fully, we believe there is a need 
to go further and account for users’ frames as users use the information in their work.  For instance, in 
our fieldwork, we have found that different clinicians have conflicting frames and effective use 
therefore appears to involve the emergence of a new, negotiated frame that resolves the conflict – a 
‘truce frame’ (Azad and Faraj 2008; 2011) – that allows clinicians to make decisions in the network 
that are acceptable to its members.  Given that there has been little relationship between RT and the 
literature on frames/framing (Davidson 2002; Davidson 2006; Lin and Cornford 2000; Lin and Silva 
2005), we believe this insight offers a good opportunity to improve perspectives on effective use, as 
well as the nature of information systems in general.   
4.5  Two lessons from our case studies  
We are still in the early stages of our journey towards understanding effective use.  As a result, our 
insights remain limited and tentative.  However, we feel confident in two insights.   
First, our data has supported the deductions from RT in Burton-Jones and Grange (2013), 
such as the importance of transparent interaction (in our studies of Twitter use), representational 
fidelity (in all four studies), and informed action (in our study of clinical networks).  Thus, we feel 
increasingly confident in the relevance of these dimensions, and the relevance of RT, for 
understanding effective use, and understanding information systems in general.   
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Second, all four studies have shown that RT is insufficient, on its own, to explain effective 
use.  In particular, all four studies have shown that we either need a richer perspective on 
representational fidelity, or we need to supplement representational fidelity with other constructs.  
Effective users reflect on how faithful the representation should be (case study 1), choose how to 
present representations to impresses external stakeholders (case study 2), imbue their representations 
with human emotion (case study 3), and negotiate frames of reference that allow them to produce, 
understand, and act on the representations (case study 4).  The challenge and opportunity for us is to 
determine how best to reconcile these findings with RT, or instead how to move away from RT to 
other perspectives that will allow a better understanding of effective use or of information systems.          
5  Conclusion   
This chapter has reviewed our progress on a journey towards from studying use to effective use.  We 
described the basis for our journey, the steps we have been taking, and the insights we have learned to 
date.  We also searched the literature to identify others who are contributing to this journey too.  
Overall, the research is driven by the simple view that information systems need to be used effectively 
to achieve their potential.  The simplicity of this notion is important, as we believe it is an idea that 
almost all researchers and practitioners interested in information systems can understand and agree to.  
The destination is clear.  At the same time, learning what effective use actually involves is a complex 
challenge.  The route is long and difficult.  We hope this short chapter can allow researchers to assess 
the journey we have been taking and potentially even entice some to join the journey with us.        
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